A short study was carried out to appraise the internal and external Core Communication proficiencies of mid-career professionals using an evaluation model. A random pre-selected cohort was constituted in a telecommunication setup by the organization, consisting of professionals having different backgrounds, competencies, designations, varied experiences and years of service. Initially the evaluation model, selected by the company was shared with them to give them a level ground to be able to perform well according to the competencies being assessed. They were given a mock scenario with role-play opportunities and their language communication skills were measured through an evaluation questionnaire assessed by their peers during the simulation based on the corporate competency model. This survey was repeated with two batches of thirty-five professionals each. The data was analyzed using the Image and Self-concept Measurement on a Likert scale. The feedback/suggestions received from the employees showed that they were unaware of the competency components stated in the evaluation model used by their organization and therefore were not fully aware of what the company expected of them. The results also showed where they stood with reference to their communication proficiency based on the evaluation model used for this purpose and suggestions and solutions were discussed. Better communication was recommended between the administration and the employees. This information may be useful as a broad based error analysis practice for improving the internal and external communication of these employees, other employees in the same organization and other employees in other similar telecommunication setups.
Introduction
This study was based on using an evaluation model to appraise the internal and external Core Communication and language proficiencies of mid-career professionals in a corporate organization. Internal corporate communications are those messages that are conveyed to employees and stakeholders that have an interest in the production side of the business. On the other hand, external communications are those messages meant for the consumer of the goods or services the company produces. (Kenilans, 2012) . A 'Corporate Organization' essentially means an organization formed by some people, having a separate entity and perpetual succession. A company, statutory corporation, co-operative ventures, etc. are considered to be corporate organizations because these are registered and have separate legal entity and perpetual existence. (Sharma 2018) . This research was conducted in a telecommunication setup, consisting of professionals having different backgrounds, competencies, designations, varied experiences and years of service. The company constituted a random sample from this varied group, and the study was carried out on this pre-selected cohort. The purpose of the training was to upgrade the English communication skills of the employees.
Past research showed, according to Khan (2010) that learning problems in English can be dealt with if the English instructor studies the nature of the problems faced by the target learners and evolves compatible strategies. Asit Bhattacharyya's (2010) research gave an Asian perspective and aimed to highlight the initial problems (related to English language, communication skills, learning approaches and cultural background) and how they overcame these difficulties….In Your Guide to ESL, Beare (2017) talks about speaking English on the telephone, speaking English in situations at work, and speaking English in everyday situations, also known as small talk. Inculcating English language into corporate culture is one of the steps taken towards making the organization a successful member of the global community (Quelch 2009 ). The internal environment is highly congenial for its employees, providing them with skill based trainings especially related to English language proficiency and competence (Munir 2006) . The research focused on communication skills and also showed where the employees stood with reference to their communication proficiency based on the evaluation model used for this purpose. Suggestions and solutions were also discussed to come to some useful conclusions based on the survey.
The value of using a competency model cannot be undermined. A competency model defines what separates "good" from "great." Not everything a person does in a role should be part of the competency model…In essence, the value of a competency model is that it identifies what skills each person in the company must be able to do to be "great." If everyone performs at the "great" level, then company strategy is achieved, and a company is likely to have a competitive advantage. (Lasse, 2015) The evaluation model used by the company to appraise their performance was shared with them to give them a level ground to be able to perform well according to the expectations of the organization and the competencies they were being reviewed for.
What is VEON?
To understand the research and its usefulness, it is vital to share the VEON Competency Model and its origin (1992), which was used as the peer evaluation criteria for this study as selected by the company.
The local company is using and has implemented this borrowed model from VEON. VEON, formerly https: //dx.doi.org/10.15405/epsbs.2019.01.68 Corresponding Author: Ameena Zafar Selection and peer-review under It is based on the concept that a competent employee considers customers, and encourage others to do so, demonstrates how to form customer relationships and respect and places customers at the forefront of all decision-making customer experience at every stage, and personalizes approaches based on customer preferences.
Value: Entrepreneurial Competency: Digital Business Acumen
According to this value, a proficient employee maintains, expands, and applies knowledge of information technology practices, strategies, and analytics, and applies knowledge of technology and analytics to propose improvements to work processes and results and the negative consequences of technology adoption and the consequent change.
Value: Entrepreneurial Competency: Growth Mindset
The employee practicing this value consistently delivers results despite obstacles or challenges and is quick to learn and adapt in the light of new information, motivating the team to take on challenging assignments and deliver results using new approaches to solve problems.
Value: Innovative Competency: Experimentation
This value encourages others to try new things, take risks and learn from their mistakes, using logic, imagination, intuition, and systemic reasoning, to explore possibilities of what could be while embracing failure as an opportunity for learning and adaptation.
Value: Innovative Competency: Strategic Thinking
According to this competency the employee interprets the company's strategic direction into clear, specific and achievable targets for their team and balances future focus with current operational excellence.
Value: Collaborative Competency: Collaborative Working
This value encourages the employee to leverage a diverse network of others' skills and to gain their support by asking for their ideas, opinions, and participation when solving problems, making decisions, and carrying out plans together. Taking the VEON values elaborated above into consideration, after sharing them with the employees, they were given a mock scenario with role-play opportunities and their communication was measured through an evaluation questionnaire assessed by their peers during the simulation based on the corporate competency model. This survey was repeated with two batches of thirty-five professionals each.
The Measuring scales for performance appraisal
Several scales are available for measuring the performance of the employees. Malhotra (1981) describes the construction of a scale to measure self-concepts, person concepts, and product concepts. The manager tries to calm down the customer and pushes his colleagues to speed up the process.
Eventually Mr. Bota leaves as an unsatisfied customer but the customer services team vows that there process itself could not have been accelerated any more than it was is the present circumstances and technological limitations.
Findings
The 706 evaluation questionnaire were based on the competencies mentioned in the VEON competency Model used by the organization for performance appraisal and quality assurance and are shown in Table 01 . 
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The overall feedback received from the employees showed that their peers did not consider most of the employee behaviour to be culturally appropriate and acceptable in a telecom organization. Moreover, the employees needed more insight into the values which the company expected them to follow, and therefore did not know how exactly they were being assessed and were expected to behave. Such responses from the customer care team may result in or instigate a negative opinion of the company in the minds of the customers, and may also consequently have an adverse effect on employee assessment and compensation and may harm a congenial work environment.
Conclusion
It was concluded from the study that the employees were not fully in line with the competency components stated in the evaluation model used by their organization. The results also showed where they stood with reference to their communication proficiency based on the evaluation model used for this purpose. It also identified the specific areas that needed improvement with reference to interpersonal communication skills, namely, customer focus, digital business acumen, a growth mindset, experimentation, strategic thinking and integrity & ethics. The employees suggested making a renewed effort towards communication between the administration and the employees after an interactive discussion at the end of the activity.
Valuable information was found through this exercise and concluding discussion. Each employee was given a specific feedback for improvement at an individual level. At the organizational level, it was suggested that the company could enhance their communication and that they needed more knowledge of the assessment standards, which could be perhaps provided through tutorials, seminars, workshops or training. At the end of the research it may be concluded that promotion and enhancement of English language in organizations will not only help to set their organizational goals high as a team ("Work smart:
It's all about teamwork", 2010) but can also help to build the confidence of each individual employee in English language communication. Hence this study may be useful as a broad based error analysis practice, at an organizational level, for improving the internal and external communication of these employees, other employees in the same organization and other employees in other similar telecommunication setups.
